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At the AICPA Fall Meeting of Council
last October, the AICPA and Microsoft
announced that they will work
together to develop a comprehensive
technology and educational program
designed to help CPAs deliver
expanded technical and business
advice to their clients. The initiative
will give CPAs the training and tools
they need to expand their core
competencies to provide technology
consulting and position CPAs as
information professionals for more
than 6 million small businesses
nationwide.
The core element of this initiative
is what, for now, is being called the
“Advisor Program.” Participation in this
program would provide CPAs with an
alternative means of building their
practice and would make use of the
expertise that many CPAs have
acquired in the management consult
ing and technology areas. Under this
proposal, CPAs would pay a flat annual
fee to participate in the Advisor Pro
gram, which includes the following
components:
• Microsoft products
• Technical support
• Training on both Microsoft and
other software
• CPE credit for training

• Tools that show how to incorporate
skills into practice and generate
revenue
• Tie-in to the Solution Provider
Network
Part of the goal of the Advisor
Program is to create opportunities
for the AICPA to set up similar arrange
ments with other technology partners,
including software manufacturers like
Great Plains (an accounting software
vendor).
Earlier this year, research was
conducted to: discover how AICPA
members evaluate the features of the
Advisor Program; to learn about their
experience with, and interest in, com
puter consulting; and to determine
the likelihood of their firm’s partici
pation in the program. Over 600 man
aging partners were interviewed by
telephone for this study, which deter
mined that:
• Managing partners see more advan
tages than disadvantages to the
Program and find the software
they will receive and the increased
proficiency that training will provide
the most appealing components of
the program.
• A majority of CPAs are comfortable
offering spreadsheet/database and
accounting software consulting, as
well as systems software consulting
continued on pg 6

A Team Success Story Worth $1.65 Million
Joanne Lindstrom

In March 1996, the Purchasing
Review Team—brainchild of Mary
Schantz—was formed to evaluate
current policies, procedures and
methods in the production, pur
chasing, printing, packaging and
shipping of AICPA products. The
goal of this “skunk works” (i.e.,
ad-hoc, trouble-shooting) cross
functional team was to search
for quantifiable savings and to
propose improved methods and
processes to maximize savings of
time and money.
The Team met for just an hour
once a month to brainstorm ideas
for cost savings in the production
methods of various Institute publi
cations. Once they had gone as far
as they could in brainstorming, a
task force of two or three people
was appointed to further pursue
a particular idea or investigate
an area identified for potential
savings.Throughout the process,
the Team never lost sight of the
importance of involving and
getting buy-in from appropriate
day-to-day teams before pursuing
their ideas.
As the Team explored new
areas for potential savings, staff
from these areas were asked to
join the Team and lead a task force
set up to evaluate the issue. As an
example, one of the Purchasing
Review Team’s recommendations
was to ship products via 2-3 day
air rather than overnight delivery.
However, to meet this goal, all
areas in the development and
production process would need
to work together to make the
earlier shipping deadline.
The Team’s self-set goal was
to save the Institute $ 1 million
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during its first year of existence.
In addition, the Team also set
savings goals for areas in which
future savings could be antici
pated. If, after only four months,
the savings of $768,000 was to
be any sort of indication of future
results, the Team was destined to
not only meet, but most likely to
exceed its goal.
On February 24,1997, the
Purchasing Review Team made a
presentation to several members
of the senior executive team. They
showed how they could save the
Institute $ 1.65 million in the pro
duction of AICPA products. The
Purchasing Review Team received
recognition from Barry Melancon
and other senior executives for all
of their effort and hard work.
The Team found that signifi
cant money could be saved
just in paper and postage costs
associated with CPE products,
the Journal ofAccountancy, and
AICPA newsletters. In addition,
the Team identified substantial
savings through changes in prod
uct packaging, “frequent buyer”
discounts, the use of technology,
and changes in the distribution of
internal gratis publications. Here
are some specifics.

CPE
Prompted by member feedback
that “more is not better” when it
comes to CPE course materials,
the Team recommended reducing
the page count of CPE courses
from, in some cases, over 400
pages to 200 to 225, and eliminat
ing CPE course binders (which
members also tend to dislike),
resulting in a potential savings to

the Institute of $450,000. Addi
tionally, instead of individually
boxing CPE course materials and
shipping them overnight in bulk
cartons to course sites, the Team
found that $70,000 in cost savings
could be realized by shrinkwrapping all course material
and shipping it in bulk cartons
via 2-3 day delivery.

Journal of Accountancy
Citing the possibilities of improved
cost efficiency, increased ability to
meet member needs, and reduced
time-to-market, the Journal of
Accountancy print process was
successfully re-bid. Having selected
a new vendor to print the Journal,
the Institute will now save
$232,000 per year. Competitive
bidding on the paper stock for the
Journal resulted in an additional
savings of $50,000.

Newsletters
By reducing the number of differ
ent paper grades used for news
letters to one or two types, the
AICPA will achieve $100,000 in
savings because of bulk paper
buying. Standardizing newsletter
stock is also consistent with the
the Uniform Literature System’s
(ULS) goal of creating a strong
AICPA visual brand identity. In
addition, mailing the newsletters
second class rather than first class
will save another $50,000.

Product Packaging
The Team also discovered that
$4,000 in quantity discounts can
be achieved through the standard
ization of binders used for various

continued on pg. 5

One-Stop Shopping: An Idea Whose Time Has Come
By Rose Ann Beni and Irene Cohen

In the high-tech, fast-paced world in which we live,
it is getting more and more difficult to organize and
prioritize our time. Commitments are many, and time
is a valuable commodity. It’s not surprising, then, that
the concept of one-stop shopping (OSS) has become
so popular. For example, most of us would prefer
to shop at an establishment that offers whatever
we might need under one roof—this enables us to
put a minimum amount of time to maximum use.
This premise led to the decision to adopt OSS for
the AICPA.
Although members of Team AICPA have been
seeing and hearing the term “one-stop shopping” for
some time now, many are unclear about exactly how
it will affect them. According to Jay Rothberg—Vice
President of Member Services, the objective of OSS
is to provide service in such a way that,“On the first
contact with us, a member with any type of inquiry
will have his or her question answered without being
transferred.”
Since it definitely helps to examine where we’ve
been to understand where we’re headed, let’s take a
look at the original Member Services setup. Member
Services formerly consisted of four groups:
• Membership — Member admissions, and
record retention
• Order — Book orders/one-time periodical purchases
• Subscriptions — Periodicals (yearly)
• Customer Service — Complaints/problems
with orders
As part of the OSS initiative, the original groups
will be blended into one group and renamed the
Member Satisfaction Center. Team members of the
Member Satisfaction Center will now:

• Process all orders and product inquiries for AICPA
publications, subscriptions, and self-study materials.
• Handle problems and questions related to products
and services mentioned above, as well as status of
accounts receivable and general confirmations.

• Process admissions and maintain records for new
members of the AICPA, as well as AICPA Associates
and non-CPA Section Associates.
• Maintain a master database of more than 330,000
AICPA members, customers, and prospective mem
bers. Provide administrative support and analysis.
• Coordinate with AICPA Peer Review and SECPS
to keep all practice-monitoring program-related
records accurate.
To handle such an ambitious agenda, the 54person staff will be organized into new teams and
cross-trained to handle all components. Rothberg’s
title will be changed to Vice President of Member
Satisfaction and the new team leaders will be:

• Mary Conte — Sr. Manager, Member Satisfaction
• Jeff Pieper — Manager, Subscriptions and
Vendors Liaison
• Pamela Womble — Manager, Training &
Product Information
• John Cullen — Manager, Quality Assurance

Other New Initiatives
In addition to OSS, the AICPA is moving forward with
two other projects for the Member Satisfaction Center:

• Must Answer Lines. These lines are designed to
assure callers speak with a person, not a machine.
If a caller cannot reach a specific representative, he
or she will be able to dial ‘0’ and speak with some
one who is available to take the call. Eventually, this
will be available throughout the Institute.

• Baseline and Member Satisfaction Research
Project. This project involves sending question
naires to members regarding their perception of
our customer service.These questionnaires are
slated to be sent out every 8-9 months and are
expected to provide baseline statistics on how
well we are meeting members’ expectations and
what areas may need improvement.
Late summer is the planned target date for the
Member Satisfaction Center to be fully operational.
As Rothberg said, “We are now raising the bar on
exceeding, rather than just meeting, the needs of
AICPA members/customers.”
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The Intranet: AICPA’s Internal Internet
Ed Rose

What is the Intranet?
The Intranet is basically an “Inter
net” located on the LAN—within
the Institute.The Intranet, which
will soon be available on your PC,
contains a mirror of the AICPA’s
Web site and additional Intranet
pages for Human Resources,
Quality Assurance, Operation
ACCESS and others.

Is it any different from the
Internet?
Yes and no. Yes, in that the same
information can be obtained from
the AICPA Online site. No, in that
the AICPA Online site is the only
site accessible. However, the
site can be downloaded almost
instantaneously—a definite bonus
if information from the site is
needed quickly for a member on
the phone.
The Intranet helps all employ
ees have instant access to perti

nent information. Instead of keep
ing binders, like the Glossary of
Accounting Terms, Acronyms and
Abbreviations—which can get
lost on bookshelves—the infor
mation is now available on the
Intranet. The Employee Handbook
is also available as part of Human
Resources’ Intranet page.
The Intranet is a great way to
quickly disseminate information
to Team AICPA. Intranet pages are

Team AICPA’s Intranet Home Page

akin to bulletin boards on cc:mail
where information is posted for
“public” use. Additionally, Intranet
pages can be updated regularly,
designed to be visually pleasing,
and can be easier to read than
cc:mail bulletin board messages.

MIS is currently in the process
of making adjustments to every
PC throughout the Institute. At
the same time, they will be giving
Team AICPA access
to the Intranet.
If your team is
interested in posting
a page to the Intranet,
please call or e-mail
Irene Taylor of MIS.
If you would like
assistance in design
ing your Intranet
page, please contact
Graphic Design
Services @ 3335.

Serving Members: An Applicable Anecdote
Geoff Pickard
Bruce Harper, an AICPA Council
member and former Board mem
ber from Houston, Texas, recently
recounted a story that fits to a
“T” with Team AICPA’s ongoing
service improvement efforts. At a
recent meeting at the Ritz-Carlton
Hotel in Houston, a manager
described the hotel’s method for
making its service to guests differ
ent. Employees are taught to view
each guest’s request as a special
“service opportunity.” That is,
whenever a guest approaches
a staff person, it’s viewed as a
“service opportunity” for the
staffer to do whatever he or she
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can to serve the guest’s needs
above and beyond the call of duty.
For example, a guest with a
paralyzed right arm needed to
move the toiletries in the lavatory
to the left side so that she could
reach them.The housekeeping
staff figured out what was going
on and started placing the articles
on the left rather than their usual
position on the right.This “service
opportunity” happened during
a stay at the Houston location.
Later, at a stay in the hotel chain’s
Phoenix facility, without previous
arrangement, the guest arrived to
find all of the toiletries already sit

uated on the left side!
The story and the concept
struck a responsive chord in Bruce
Harper. He thought right away
about how a CPA should view
each client meeting as a “service
opportunity.” Likewise, each con
tact with a member should be
regarded as a “service oppor
tunity”—whether it be on the
phone, in a CPE class, or at a
committee meeting. In fact, that’s
what the Institute is all about. It’s
a good way to think about how
we can serve members better
and reflects the goal of the team
environment as well as its spirit.

Serving Members: In AICPA’s Terms
At Team AICPA, we often can’t anticipate what a
member’s needs are, but if we listen carefully we
can uncover them. By asking the right questions,
members’ calls for general information can be turned
into specific, fulfillable requests.
For example, a request for information on estate
planning can be answered in a number of ways. In the
1997 AICPA Catalog, there are seven entries that
include publications and CPE courses. If the member
is interested in adding estate planning to his or her
practice, the publication, The CPA as Estate Planner,
or the Expanding Estate Administration Services Video
course, would be of interest. Or, if he or she just wants
to give a client information—try Settling an Estate:
Understanding Probate in Estate Administration. Maybe

A Team Success Story. ■ ■
AICPA publications, and that
$24,080 could be saved by apply
ing the ULS design to all software
components and stand-alone book
covers.

“Frequent Buyer” and Bulk
Discounts on Publications
Printing
Ensuring competitive prices and
incentive discounts (i.e.,“frequent
buyer programs”) through “block
bidding” categories of promotional
materials, technical and miscella
neous publications printing, as
well as software manufacturing,
can save the Institute $80,000.
The Team also identified additional
savings that can be realized from
the bulk purchase of promotional
paper stock ($120,000), reducing
stock weight for specific technical
publications ($51,447), and the
bulk purchase of “cut size” paper
for general business/incidental
jobs printed in-house ($32,500).

Utilizing New Technology to
Reduce the Cost of Sales
Citing the time and cost efficien

it’s to learn more about estate taxation, if so, there
are five CPE courses on various aspects of this topic,
including Estate Planning for the '90s, which is cur
rently on sale. Or, if they already offer estate planning
and they want to enhance their expertise, you can
suggest Today’s Hottest Device in Estate Planning:
The Family Limited Partnership, a popular new tool
that can reduce the estate tax burden by 35% or more.
In addition, estate planning is an integral part of the
Personal Financial Planning (PFP), so the member could
be referred to the member satisfaction center to get
more information.
Asking questions will often enable you to identify
member’s specific need. Then it’s just a matter of
matching that need with an AICPA product or service.

continued

cies of utilizing the Institute’s
available technology, the Purchas
ing Review Team convinced the
PCPS Executive Committee to
reduce its paper-based distribution
of the PCPS’ Directory and make it
available on AICPA Online. Now,
instead of printing 55,000 copies
of the Directory each year, only
15,000 copies will be printed and
distributed to PCPS member firms
(one copy per firm). Firms desir
ing additional copies can access
them from the AICPA Web sitesaving $150,000.
The Team also looked to
create efficiencies in AICPA pre
press activities by using desktop
technology in Graphic Design
Services. Having purchased a color
printer and supporting software,
GDS is now able to produce in
house ad proofs for the Journal of
Accountancy and The Tax Adviser,
resulting in a $23,000 savings
(after allowing for the cost of the
printer and software). Last but
not least in the area of technology,
by utilizing in-house resources to

produce personalized member
ship recruitment mailings, the
Institute will save $140,000.

Internal Gratis Publications
By discontinuing the automatic
internal gratis distribution of
various Institute publications
(e.g.,Journal ofAccountancy)
and requiring AICPA team mem
bers to fill out an electronic gratis
form for those titles they need,
the Purchasing Review Team was
able to eliminate the waste associ
ated with unwanted copies of
new publications and save the
Institute $75,000 per year.
Kudos to the 14 members
of the Purchasing Review Team
for demonstrating great team
work with proven results! Team
members are: Marie Barielle,
Susan Deane, Bob DiCorcia,
Hal Dietrich, Al DiMauro,
Julia Esposito, Jim Hayden,
Melanie Heim, Rich Peden,
Guy Provenzano, Bill Rehm,
Aida Salom, Mary Schantz,
and Peter Tuohy.
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AICPA/Microsoft...

continued

to clients. Of particular note is that about half are
comfortable offering network software consulting
or Internet/Intranet tools consulting, the latter being
consistent with the AICPA’s current ad campaign
promoting CPAs as experts on the Web.
• About three-fourths of respondents believe their
clients would buy computer consulting services
from them and almost 60% already provide these
services to their clients.

• Two out of five CPAs who do not currently offer
computer consulting services are interested in
developing expertise in this area, citing perceived
client need and the importance of keeping up
with technology as reasons for same.
• Among those who offer computer consulting,
78% say that someone on their staff provides
these services, 5% say they use outside sources,
and 17% utilize both staff and outside sources.

• About three out of five managing partners predict
that affiliating with Microsoft will enhance their
firm’s revenue-generating potential from computer
consulting services.
• 40% of respondents are very or somewhat likely to
participate in the Advisor Program, a strong showing
which could translate into about 20,000 firms partic
ipating in the Program.
Using the results of this and other research, the
AICPA and Microsoft will now work to refine the
details of the Advisor Program, determine how best to
reach the target audience, and develop an effective
marketing strategy. The Advisor Program is scheduled
to be available to members in June of this year. For
more information on the Advisor Program, contact
Louis Matherne, Director—Information Technology, or
Vicky Franzese, Manager—Affinity Marketing.

Additional Programs Developed with Microsoft
Last August, the AICPA and Microsoft hosted the Inter
net Conference for State CPA Societies '96, a two-day
event that provided state CPA societies with the tools
and knowledge they need to give their members imme
diate, low-cost access to valuable accounting industry
information on the World Wide Web. At the conference
(which also was co-sponsored by Faulkner & Gray,
K2 Enterprises, Dell Computer Corp., Netcom Inc.,
and U.S. Robotics Corp.), attendees learned how to
create informative and useful Web sites for their organ
izations and had the opportunity to sign up for the
AICPA/Microsoft “Internet alliance.” By participating in
this alliance, of which 34 state societies are now a
part, the societies receive a Dell server, a U.S.
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Robotics modem, and Microsoft software to enable
them to get their Web sites up and running.
On June 2-4, 1997 Microsoft, in cooperation with
the AICPA, will host “The Partners Conference,” which
is designed to help managing partners determine the
“whys” and “hows” of adding consulting niches—in
technology and other areas—to their firms. CPAs will
get the details on how to build a technology consulting
practice, with emphasis on how a CPA with both busi
ness knowledge and technical skills can provide small
businesses with the advice they need. The conference,
which is being held in Phoenix, Arizona, is directed at
sole practitioners and managing partners of small
and mid-size firms.
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